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The New Workforce 
1 Editor’s Note / Phillip H. Mirvis, Guest Editor 


7 The Managerial Implications of Changing Work Force Demograph- 
ics: A Scoping Study / Gary W. Loveman and John J. Gabarro 


The demographic changes currently underway in the United States 
have been widely anticipated and discussed by scholars and practi- 
tioners, but little is known about what impacts have already been 
experienced by employers. This article reports on a field study that 
asked managers in large US corporations to describe how and to 
what extent demographic changes have affected their businesses. 


The Impact of Future Demographic Shifts on the Employment of 
Older Workers / Michael C. Barth and William McNaught 


This article argues that future demographic shifts will alter the 
supply of older workers and the demand for their services. Re- 
search, conducted by the authors, shows that a significant percent- 
age of older workers not currently working would like to work and 
that older workers can be as cost effective and capable as younger 
workers. Recommendations for facilitating the greater employ- 
ment of older workers conclude the article. 


Beyond Demography: A Psychographic Profile of the Workforce / 
Phillip H. Mirvis and Donald L. Kanter 





What is on the minds and in the hearts of managers and workers 
today? According to the authors, loyalty and esprit de corps have 
given way to mistrust and looking out for oneself. Cynicism is on 
the rise. This article examines the life and work attitudes of a 
national sample of the US workforce surveyed in 1990. It presents 
a model of work- and nonwork-related factors impinging on at- 
titudes and explores the impact of these factors on the high levels 
of cynicism found in the workforce today. It concludes with strat- 
egies used by a number of companies to counter cynicism in their 
workforces. 


The New Workplace 


69 Making the SmithKline Beecham Merger Work / W. Warner Burke 


546 


and Peter Jackson 


There is no such thing as a merger. There are only acquisitions. 
Regardless of the new joint name of the firm, one company even- 
tually absorbs the others. Right? Most of the time, yes, but per- 
haps there are exceptions. The example reported in this article may 
be one of those exceptions. This article is a “progress report” on 
the merger of the former Smith, Kline and Beckman Corporation 
with the former Beecham, p.I|.c. The authors provide suggestions 
and some guidelines for what facilitates an effective merger, de- 
scribe the process that has occurred thus far, and conclude with 
the overall tmodel that frames the culture initiative and change 
effort. 


Creating and Managing a Vanguard Organization: Design and Hu- 
man Resource Lessons from Jossey-Bass / Craig C. Lundberg 


For America and the rest of the industrialized world, comparative 
advantage has, increasingly, become brains—clever organizations 
of clever people. These clever organizations of our knowledge soci- 
ety are information-based, peopled by specialists in task forces, 
and confronted with new management problems. This article ex- 
amines a successful publishing firm in order to explicate its unique 
organizational structure. The firm’s associated human resource 
practices and issues are also discussed. 


The Implementation and Adoption of New Technology in Organi- 
zations: The Impact on Work, People, and Culture / Phillip H. 
Mirvis, Amy L. Sales, and Edward J. Hackett 


Estimates are that over two-thirds of the technical, managerial, 
and administrative workforce in the US are using computers on 
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their jobs today. A growing body of studies and some 25 years of 
experience in industry show that computerization can change the 
nature of work in many jobs, influence people’s morale, affect 
relations with co-workers and supervisors, and improve the over- 
all sense of accomplishment. This article examines the impact of 
computer technology on the workforce and workplace. It summa- 
rizes the research and examines in practice the implementation 
and adoption of new technology in companies. Two cases are 
presented. 


Book Review 


2020 Vision: Transform Your Business to Succeed in Tomorrow's Econ- 
omy / Reviewed by Dwight W. Allen 
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Editor’s Note / Dave Ulrich 


Organizational Environment and Business Strategy: Parallel Ver- 
sus Conflicting Influences on Human Resource Strategy in the 


Pharmaceutical Industry / Peter Bamberger and Bruce Phillips 


While much attention in recent years has been focused on the issue 
of human resource strategy, little research has been conducted on 
the degree to which various forces helping to shape that strategy 
exert parallel or conflicting influences. In this article, business en- 
vironment and strategy influences on human resource strategies in 
the pharmaceutical industry are examined. In particular, data de- 
rived from corporate annual reports were used to generate a 
grounded theory of where, when, and why environmental influ- 
ences on human resource strategy may be more or less consistent 
with business strategy influences across a number of human re- 
source strategy dimensions. 


Human Resource Management Practices to Improve Quality: A 
Case Example of Human Resource Management Intervention in 
Government / G. Ronald Gilbert 


This article describes the quality approach to management in gov- 


ernment and contrasts it with the classic approach. It places partic- 
ular focus on Project Pacer Share, a government total quality man- 
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agement effort underway at McClellan Air Force Base where, using 
quality tools and techniques, major reforms in the United States 
Civil Service System and human resource management are being 
tested. Specific human resource management initiatives that need 
to be undertaken to support organization-wide quality perfor- 
mance are presented. 


Human Resource Management Practice in China: A Future Per- 
spective / Dianne J. Cyr and Peter J. Frost 


In response to cultural and economic changes in China, human 
resource practitioners there potentially can play a role in balancing 
tensions in the organization. A future perspective of new roles and 
structures for human resource management in the Chinese context 
is considered. Possible directions for research are outlined. 


Identification of Values Relevant to Business Research / Paul 
McDonald and Jeffrey Gandz 


In the face of increasing global competition, human resource pro- 
fessionals have been charged with ensuring that their organiza- 
tions’ human assets are adding the maximum value to products 
and services. One way to do this is to make an effective match 
between individual values and those that the organization es- 
pouses and requires. This article suggests that advances in max- 
imizing human assets are being impeded because human resource 
professionals lack a meaningful vocabulary with which to discuss 
values. This article presents a list of values framed in the language 
of contemporary business and derived from interviews with repre- 
sentatives from the business community including senior human 
resource managers and executive recruitment prosessionals. Im- 
plications of this empirically-derived list of values statements for 
the management of human resources are discussed. 


From the Invisible Hand to the Gladhand: Understanding a Ca- 
reerist Orientation to Work / Daniel C. Feldman and Barton A. 
Weitz 


This article explores the concept of a careerist orientation to work. 
Careerist is defined as the propensity to pursue career advance- 
ment through nonperformance-based means. A scale is developed 
to measure this concept using a sample of 227 business school 
alumni. Exploratory empirical data are presented and implications 
of a careerist orientation to work for both individual career man- 
agement and organizational career development are discussed. 
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Book Review 

When Giants Learn to Dance by Rosabeth Moss Kanter, Thriving on 
Chaos by Tom Peters, and The Renewal Factor by Robert Waterman / 
Reviewed by Paul F. Buller, Nancy K. Napier, and Glenn M. McEvoy 
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Special Issue on 
Performance Measurement and Management 
Craig Eric Schneier 
Special Guest Editor 


Editor’s Note / Craig Eric Schneier, Guest Editor 


Performance Measurement and Management: A Tool for Strategy 
Execution / Craig Eric Schneier, Douglas G. Shaw, and Richard W. 
Beatty 


In many organizations performance measurement and manage- 
ment (PMM) systems are little more than human resource bureau- 
cracies with forms, rules, and review layers which are burdens to 
managers and hence are completed marginally, if at all. Most PMM 
improvement efforts center on the most visible aspect of PMM— 
the form, but these quick fixes attempt to treat symptoms, while 
diseases go unchecked. PMM can be a vital tool for strategy execu- 
tion by signaling what is really important, fixing accountability for 
behavior and results, and helping to improve performance. In this 
article a PMM process is described which begins with identification 
of Critical Success Factors (CSFs) derived directly from business 
strategy. These are the basis for a PMM process that is a welcome 
managerial tocl. The successfui use of PMM as a device for strat- 
egy execution is illustrated via a case study. 


Making Total Quality Work: Aligning Organizational Processes, 
Performance Measures, and Stakeholders / Judy D. Olian and 
Sara L. Rynes 


Total quality is used increasingly by companies as an organization- 
wide system to achieve fully satisfied customers through the deliv- 
ery of the highest quality in products and services. The goals of 


Volume Contents / 549 





550 


total quality can be achieved only if organizations entirely reform 
their cultures. In this article, changes needed in organizational 
processes, measurement systems, and the values and behaviors of 
key stakeholders to overpower the status quo and shift to a total 
quality culture are discussed and management, operations, fi- 
nance, and accounting systems are reviewed. Specific company 
illustrations are drawn upon to show how these are inadequate 
under the new imperatives for total quality. 


Perceived Service Quality as a Customer-Based Performance Mea- 
sure: An Empirical Examination of Organizational Barriers Using 
an Extended Service Quality Model / A. Parasuraman, Leonard L. 
Berry, and Valarie A. Zeithaml 


The study described in this article empirically examines organiza- 
tional barriers to delivering high-quality service performance as 
measured by customer perceptions and expectations. Using the 
extended service-quality model developed by the authors as a con- 
ceptual framework, five specific propositions implied by the model 
and by earlier studies contributing to its development were tested. 
Such testing required a complex research design involving five 
service companies as well as samples of customers, contact em- 
ployees, and managers from each company. The results have prac- 
tical implications and suggest an agenda for future organizational 
research. 


Strategic Performance Measurement and Management in Multina- 
tional Corporations / Randall S. Schuler, John R. Fulkerson, and 
Peter J. Dowling 


For multinational firms, operating as global businesses with global 
workforces, the challenge of managing diverse operations in di- 
verse environments has never been greater. The need to maintain 
appropriate consistency and coordinate vastly separated operations 
presents unique challenges. Particularly in the area of international 
human resource management, this challenge means that the identi- 
fication and development of strategic international human resource 
actions can provide a global consistency of purpose. Strategic inter- 
national human resource management (SIHRM) takes on particular 
importance in the areas of performance measurement and manage- 
ment in multinational corporations. This article focuses around the 
three components of SIHRM: inter-unit linkages, internal opera- 
tions, and competitive requirements. Previous literature is re- 
viewed within this framework, and the work of Pepsi-Cola Interna- 
tional is used as an example of how multinational corporations 
manage some performance measurement management issues. 
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Using Performance Measurement to Evaluate Strategic Human Re- 
source Management Decisions: Kodak’s Experience with Profit- 
Sharing / John W. Boudreau and Robert Berman 


Profit-sharing frequently is used to link employee performance 
and labor costs to the profitability of organizations. It represents a 
significant investment. Yet managers’ decisions regarding such 
human resource investments frequently do not use the same finan- 
cial planning frameworks typical of other investments. This article 
presents a case study describing how one division at Eastman 
Kodak Company used a strategic investment approach to plan and 
evaluate a profit-sharing program and describes the role of perfor- 
mance measurement information in that approach. 


Interview with Dennis Dammerman, Chief Financial Officer, Gen- 
eral Electric Company / Deborah C. Shah 


Book Review 

Performance Measurement for World Class Manufacturing: A Model for 
American Companies by Brian H. Maskell / Reviewed by Stephen 
P. Sakai 
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Editor’s Note / Dave Ulrich 


Total Quality Management and the Human Resource Professional: 
Applying the Baldrige Framework to Human Resources / Chris- 
topher Hart and Leonard Schlesinger 


The still evolving discipline of total quality management has left 
many human resource professionals confused about their role. The 
authors believe that human resource function personnel should 
spearhead company quality efforts, as well as assess the per- 
formance of their own function, by using the Malcolm Baldrige 
National Quality Awards framework. This article focuses on how 
to go about designing and implementing a Total Quality Manage- 
ment process. 


Broadening the Market Orientation: An Added Focus on Internal 
Customers / Iris Mohr-Jackson 
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Though the marketing concept is the cornerstone of the marketing 
discipline, businesses typically describe only limited success in 
implementing it. An examination of the core pillars of the market- 
ing concept point to limitations in the first pillar, the customer 
focus. This pillar is directed at the external customer, the person 
purchasing the firm’s products and services with no attention to 
the internal customer, the employee. Whereas much attention has 
been directed to human resouce practices in total quality manage- 
ment, marketers have overlooked its importance. This article de- 
scribes an exploratory study based on in-depth interviews with 
corporate executives from a broad range of American organiza- 
tions, which phenomenologically assesses the characteristics of the 
marketing concept and the employee activities that foster its imple- 
mentation. 


Discrimination against Latino Job Applicants: A Controlled Experi- 
ment / Marc Bendick, Jr., Charles W. Jackson, Victor A. Reinoso, and 
Laura E. Hodges 


This article describes a powerful study of discrimination. Anglos 
and Latinos posing as job seekers applied for 468 job vacancies 
advertised in the Washington, D.C. area. Latino applicants re- 
ceived less favorable treatment than equally-qualified Anglos more 
than twenty percent of the time. Discrimination was particularly 
prevalent for males and for jobs located in the center city, not 
requiring a college degree, and not widely advertised. The authors 
support and argue for more human resource professional involve- 
ment in helping companies meet affirmative action goals. 


The Evolution of Computer Use in Human Resource Management: 
Interviews with Ten Leaders / Renae Broderick and John W. Boudreau 


Using an exploratory model of the evolution of computers systems 
in organizations, the authors interviewed human resource (HR) 
computer systems people in ten Fortune 500 firms considered lead- 
ers in HR computer use. Generalizable measures of growth in 
computer use and related changes in HR department structure, 
strategy, and personnel were found. These measures were used to 
identify three stages of growth in computer use: threshold, growth, 
and consolidation/strategic expansion. In the latter two stages, 
differences were found among firms in the way computer use 
evolved. These differences appeared closely related to the com- 
pany’s choice of technology and the centralization of the firm’s key 
HR decision makers. The implications of the exploratory model and 
findings for practice and future research are discussed. 
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509 Leadership and Management Effectiveness: A Multi-Frame, Multi- 
Sector Analysis / Lee G. Bolman and Terrence E. Deal 


Bolman and Deal have developed four perspectives, or frames, for 
understanding organizations and leadership. This article reports 
two studies that operationalize that model: one using critical inci- 
dents written by managers to assess which and how many frames 
were used and a second using survey instruments to assess man- 
agers’ frame orientations. Population differences, leadership effec- 
tiveness, and managerial effectiveness using the different frame 
orientations are discussed. 


Book Review 


The Work of Nations: Preparing Ourselves for the 21st Century Cap- 
italism, by Robert Reich / Reviewed by Robert McGowan 
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